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Ft. Lauderdale recently 
celebrated their graduation 
from Inquiry Control 
System Training. Nine of 
the fifteen graduates, 
seated (l-r) Sheila Creigh, 
Al Staggs, Pat Griffin, 
Sandy Sullivan, Ruth 
Council. Standing (l-r) 
Nilda Aneses, Awilda 
Correa, Nancy Sandford, 
Marianne Curan & Nancy 
Lawton gathered around 
the graduation goodies 
Customer Service Representatives Vivette 
Rattray & Nilda Aneses (standing) & Al 
Staggs (seated) look at new Inquiry 
Control screen 
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United Way Campaign Launched ___ _ 
"Love: Keep it working here." 
This is the theme of our 1983-84 
United Way campaign, and with 
summer coming to a close, it's 
time again to be thinking of how 
we here at Blue Cross and Blue 
Shield of Florida will do our part 
to keep it working. 
"The goal this year has been 
set at $105,000," said company 
chairperson Karen Lowry. "Last 
year 61 % of the total employee 
population participated and we 
pledged $90,500. We would 
really like to increase our 
percentage of participation this 
year." 
As company chairperson, 
Karen, who is an assistant 
manager in Medicare Part B 
claims, has the responsibility of 
setting our goal and managing 
the campaign with the 
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KEEP IT WORKING HERE THE UNITED WAY 
assistance of Jeanie Gilreath 
and Pat Fitzpatrick in Training 
and Development. 
"We selected our division 
coordinators during the first 
three weeks of September and 
then took a tour of some of the 
United Way agencies here in 
Jacksonville," said Karen. "Our 
plan is to have each division 
compete against their own 
performance of last year, in 
hopes that each one will raise 
its percentage of participation." 
Thermometers indicating the 
level of participation in each 
division will be placed where 
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they can be seen easily so 
everyone will have a chance to 
see how their particular area is 
performing compared to last 
year. 
"We hope this will give a little 
added incentive," said Karen. 
"We will also have awards this 
year for the top divisions; one 
for the greatest percentage 
increase over last year and one 
for top participation this year." 
Thirty-minute orientation 
sessions will be held for all 
employees during the week of 
Oct. 3-7, so that everyone will 
have a chance to gain a better 
understanding of what the 
United Way does and where 
their contribution goes. The 
campaign itself will run from 
Monday, Oct. 10 until Friday, 
the 28th. 
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Team Effort 
Wins University of Miami 
In May of this year, Blue Cross and 
Blue Shield of Florida successfully 
accomplished the largest group 
enrollment in seven years. After almost a 
year of planning and preparation and 
constant contact with the group, the 
University of Miami became a subscriber 
of the Florida Plan. 
"You talk about a team effort," said 
account executive Jose Abreu, "I could 
name 25 people involved in the selling of 
this group." 
"And I could name 25 more," added 
Rochelle Alford, administrative manager 
of the Miami branch office. 
"the really hard part 
begins now . . .  " 
"Bob Sebok is really the man who sold 
the account," said Abreu. "He made the 
initial contact with the group in the 
summer of '82 and kept his finger on the 
pulse of things, so to speak, for a year 
until we actually made the sale." 
"This was a major team effort," said 
Alford. "John Houghton in the accounting 
department is one unheralded hero. This 
group has some really unusual financing 
and John is the one who worked all that 
out." 
"And don't forget John Soucek in 
Rating and Underwriting," said Abreu. 
"Without him, we would have nothing. He 
deserves a special award." 
These are just a few of the many, many 
who contributed to the acquisition of this 
account. There are numerous people in 
Customer Services, Membership & Billing, 
Marketing and the Miami branch office 
that deserve a great deal of credit for this 
significant accomplishment. 
"This is our third largest group in the 
state after Publix and Pinellas County," 
said Alford. "And they had been with 
Aetna for 35 years, so I would say we did 
well." 
"We had approximately 10 competitors 
to begin with," Abreu explained. "When it 
Customer Service Rep Miriam Hernandez is 
dedicated to providing the University of 
Miami with superior service 
was narrowed down to three, it was Aetna, 
Metropolitan and us. Their director of 
employee benefits, Sam Greenfeder, 
visited all the home offices, including 
ours. He took a tour and received several 
presentations such as claims processing, 
systems, etc." 
"Gary Karasick and his staff had 
developed an SOP for use in selling 
groups such as this," continued Abreu. 
"His boss sent him down here and told 
him to try it out. Needless to say, it 
worked." 
"I think the benefits of the Inquiry 
Control System had as much to do with 
the sale as anything," said Alford. "They 
were really impressed with that system 
and what it can do." 
Both Abreu and Alford explained that 
Blue Cross and Blue Shield began 
building a good working relationship with 
the people in the University of Miami 
benefits office long before the contract 
ever went into effect. 
"They came in and toured our Customer 
Service area twice," said Alford. "We 
wanted to establish immediately how this 
group would be handled if they 
experienced service problems. And they 
have had nothing but praise for the people 
" 
,_,,, 
here in the Miami branch customer service 
area." 
The people in Miami who handle this 
group are Supervisor Monica Sucre, and 
senior customer service representatives 
Miriam Hernandez and Janet Zipay. When 
problems extend beyond the realm of 
what can be handled locally, Jean Becker 
in the Jacksonville Customer Service area 
takes over. 
"Another unsung hero is Vicki Bates," 
said Abreu. "She is our secretary and I 
know she spends 50% of her time on this 
account. We tend to take her for granted 
because she's so good at what she does." 
It was the second week in May when 
Blue Cross was notified that it had been 
chosen as health insurance carrier for the 
University. 
"We only had two or three weeks to 
prepare as the contract went into effect 
June 1," said Abreu. "But, actually, it was 
a smooth transition, especially with a 
group this large and complex. Although 
selling the group was a difficult task in 
itself," he said, "the really hard part begins 
now as we strive to maintain the good 
relationships we have developed by 
continuing to provide the best service 
possible to this important account." 
University of Miami Account Executive Jose Miami branch office administrative manager 
Abreu Rochelle Afford 
Scenic fountain adorns center of University of Miami campus 
St. Pete 
Shows 
Community 
Spirit 
Are you a chicken when it comes to 
giving blood? A lot of people are. 
Apparently, though, employees in our St. 
Petersburg branch office have conquered 
their fears and are giving on the average 
of four times a year. 
Kay Marrone, who is a secretary in the 
St. Pete office, is the Blood Club 
Chairman and is responsible for donor 
recruitment and maintaining accurate 
records of who gave when and how much. 
"At least 25 to 30 percent of our people 
give every time," said Marrone. "We used 
to only have around 30 people in the 
office, but we have recently inherited a 
few new faces in the PAS department and 
some from the Fair Hearings office in 
Tampa. We're working on them to help out 
as well," she said. 
"The Blood Mobile comes around about 
every 12 weeks and we consistently have 
at least 10 to 15 people who donate. I 
always buy donuts that morning," she 
said. "We try to make it fun." 
The St. Pete office began donating to 
the Community Blood Bank of Lower 
Pinellas County in February 1982 and has 
received a plaque both last year and again 
this year for the amount of their 
contribution. 
Stephanie Bayless, Community 
Resources Representative for the blood 
bank, had a great deal oJ praise for the 
group. 
"The first time we came," said Bayless, 
"we had a lot of first-time givers, but now, 
we have some really super people here 
who give each and every time we come. 
Part of the reason we have been so 
successful here at Blue Cross is because 
Kay is such a good chairman. I don't know 
what she does, but it works." 
"You should hear the threats," said 
Marrone, laughing. "No, seriously, I really 
don't have trouble at all getting these 
people to give. We have had several 
opportunities to use our account already. 
You see, we have a corporate account," 
she said, " and when any one of our 
employees or their families need blood, it 
is there for those who need it. And it's not 
Community-minded St. Pete blood donors standing (left to right) Joyce Gray, Christi Jones, 
Dorothy Sheffield, Don Volpe, John Fraser, Jim Van Wagner, Betty Peltier; seated (left to right) 
Kimberly Crabtree, Kay Marrone. Not pictured: Jack Adams, Larry Bartlett, Terry King, Bill Moore, 
Margie Taylor 
limited to just those who give. Anyone 
who works here and their family can 
benefit from this fund." 
"In Lower Pinellas County, we use an 
average of 250 pints per day," said 
Bayless, "so you can see how imperative it 
is that there is always blood on hand. And 
the blood will cost between $10 and $80 
per pint depending upon the hospital." 
"A few months ago, one of the girls who 
works here had a very sick husband," said 
Marrone. "He needed four pints of blood 
and thanks to the fund we have all 
established, it was there for him free of 
charge. You can't beat that." 
No one will argue with Kay on that 
point, you really can't beat that. And 
another thing you can't beat is the amount 
One of two plaques received by the St. Pete 
office for their donations 
of community concern and caring 
exhibited by our St. Petersburg office. 
Twenty-five percent participation is a 
figure to be proud of. According to Mary 
Cohn, who is in charge of the dispensary 
and blood drives here in Jacksonville, only 
about 5% of the employee population in 
the home office gives when the blood 
drive is held. That performance sort of 
pales against what St. Pete has 
accomplished. 
The next blood drive here in 
Jacksonville will be October 26 and 27, 
and it will be Jacksonville's big chance to 
show St. Pete- that they have not cornered 
the market on community spirit. 
Kay Marrone (left) receives some pointers 
from Community Resources Rep. Stephanie 
Bayless 
Largest Local Account Is Renewed ____ _ 
super markets. inc. 
On September 9, Blue Cross and Blue 
Shield of Florida was awarded the health 
insurance contract from Publix. Now you 
may ask, "What's so special about that? 
Haven't we carried their basic coverage 
for 30 years?" 
It's true, the Florida Plan has handled 
the basic coverage for Publix since their 
inception, some thirty years ago. But this 
time, being awarded the contract was 
especially satisfying, as we managed to 
also secure their Major Medical program 
formerly handled by Metropolitan. 
"The corporation really rallied together 
in support of Marketing in this endeavor," 
said project manager T.L. Johnson. 
"Virtually every area of the company had a 
part in our success with Publix." 
Major accounts director Bert Bevis said 
if he started to name everyone who 
contributed to this important project, 
someone would surely be left out. 
"Everyone from Claims and Customer 
Services to Financial and Actuarial to 
Graphics and the Print Shop played a 
part," said Bevis. "It was just a 
tremendous group effort." 
"I think considerable credit should go to 
Joe Burkhart, the account executive," said 
Johnson. "Joe remained close to the 
group throughout the past year and was 
able to surface issues before they became 
problems. This was extremely beneficial 
and I'm sure was a major factor in our 
winning the contract." 
The key element in working with any 
group," said Burkhart, "is understanding 
their needs and being sensitive to those 
needs as they occur, especially with a 
group the size of Publix." 
"A special thanks should also go to the 
Operations Committee," said Johnson. 
"They aided the cause greatly in their 
efforts to work the issues Joe surfaced 
through the corporation to resolution." 
"I am especially proud of the way the 
entire corporation handled the would-be 
problems," said Burkhart. "When issues 
were surfaced, there was no blame­
placing, just a concentrated effort to 
address the issues professionally and as a 
team. I know that this was a major reason, 
if not the most important one, in our 
securing the Major Medical contract." 
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Corporate Library Is Valuable Resource __ 
"Boy, I didn't know there was so much 
valuable material in our library, did you?" 
"No, I sure didn't. I thought it was 
nothing but a bunch of old, out-dated 
textbooks from some high school around 
here." 
This conversation actually took place 
recently between two employees, and 
chances are, it is not unique. 
"Employee awareness of what we have 
to offer is not as good as it should be, I'm 
afraid," said corporate research librarian, 
Bill Condon. "We are not as well known as 
we might be, but we really have just begun 
to work on that. We are in the process of 
putting together a brochure describing all 
our different services," said Condon. 
"And more importantly," he said, "we 
are beginning to include the library as a 
stop on the orientation tours for new 
employees. This way, people will know 
where we are and what we have to offer 
from the start." 
Condon said that the major information 
contained in the Corporate Research 
Library is statistical information on health 
care costs, much of which is specific to 
Florida. 
"After all, that is the business we are in," 
he said. "We also have a small general 
reference collection that you would find in 
any library including encyclopedias, 
dictionaries, thesauruses, and things such 
as a secretary's handbook." 
"Our circulating book collection consists 
mainly of works on health care and the 
health insurance industry; but we do have 
others on management and the social 
sciences as they bear on industry and 
business." 
The library houses over 3000 books and 
close to 200 periodical subscriptions. 
There is even a computer terminal 
available so that anyone interested can 
make use of more than 150 on-line data 
bases that cover literature from all fields. 
The data base series includes the National 
Library of Medicine, the Bureau of Labor 
Statistics Consumer Price Index, and 
Insurance Abstracts. 
"We are also able to draw from the 
Jacksonville Public Library and the library 
at the University of North Florida for 
additional resources," said Condon. 
"Through the inter-library loan network, 
we can borrow a book from virtually any 
Bill Condon and research assistant Marjorie Pace 
discuss library business 
university library in the country. I guess 
you could say our resources are 
unlimited." 
The library is open Monday through 
Friday from 8 a.m. until 5 p.m. Books may 
be checked out for a period of two weeks 
and there is a wealth of reference material 
for use in the library. 
"We are here to assist everyone," said 
Condon. "I think our name is a bit 
misleading: Corporate Research Library. 
It sounds a little intimidating, but actually 
we get questions ranging from carpet care 
from Facilities to information requests for 
a speech for Mr. Flaherty. We're here to 
serve any and all, and we want more 
employees to take advantage of what we 
have to offer." 
Corporate Research Librarian Bill Condon displays 
one of the many periodicals for use in the library 
SMALL AREA PERFORMS LARGE SERVICE 
Tucked away in a corner on the 7th 
floor of the Tower Building is a little 
known area formally referred to as Private 
Business Records Storage and Retrieval, 
also known as Microfilm Retrieval. The 
area consists of 11 people; nine 
production personnel, one section leader 
and a supervisor. 
Supervisor Linda Sperry explains a little 
about the function of her department: 
"We are a service department existing 
solely for the retrieval of microfilm and 
microfiche requests from 31 different cost 
centers all over the corporation. We 
receive over 2500 requests a day," she 
said, "and each of those requests requires 
us to return an average of 1.5 documents 
for each one. Therefore, we are putting 
out almost 4000 documents per day." 
Some of the areas served by Sperry's 
department are Customer Services, 
Claims, Quality Assurance, Legal, 
Financial Accounting, Medical Division, 
and Rate Review and Audit. 
"Our heaviest volume of requests comes 
from the claims areas," said Sperry, who 
has been supervising the department for 
two and a half months. 
"I am really proud of the people who 
work for me," she said. 'They all do a 
super job. We very rarely miss our goals of 
answering 75% of our requests in 24 hours 
and 100% in 48 hours." 
One member of Sperry's staff, Billy 
Barnes, who has been in the area for two 
years and puts out an average of 400 
requests a day said that the type of 
requests he is working on can determine 
how rapidly he can get them done. 
"If I am researching Blue Cross claims, 
where you can be working with as many 
as ten lines of business at the same time, 
you are not going to be able to produce as 
much as you normally could," said Barnes. 
Barnes demonstrated a new machine 
that the department is currently 
experimenting with. It is called the 3M 
Model 900 Automated Reader/Printer that 
allows the production personnel to input 
the identification of the document being 
requested into the machine and it will 
automatically search and find that 
particular piece and then print it out at a 
much faster rate than the manual 
machines being used today. 
"We are looking into the feasibility of 
enhancing our equipment," said Sperry, 
"in hopes of cutting our cycle time by at 
least 12 hours. The Greater New York and 
Louisiana Plans have installed these 
automated machines in their offices and 
have increased productivity over 100%." 
"We could probably receive requests in 
the morning and get them out tt')at same 
day," she said. "But even if the tu-rnaround 
was not that good, it would certainly be 
improved, resulting in the faster 
adjudication of claims and quicker 
responses to customer inquiries in the 
cases where these two processes are held 
up by a delay in receiving requested 
microfilmed documents." 
Although the Microfilm Retrieval 
Department is not a physically large one, 
Manetti Campbell pulls a request from the history 
files 
these 11 people perform a very large 
service for many other areas of the 
corporation. 
"The morale in this area is very high," 
said Sperry. "And I try to keep it that way 
by constantly reminding these folks how 
important they are in the overall scheme 
of things. The majority of claims and 
inquiries processed by this company 
could not be processed without them." 
Supe�rvisor Linda Sperry talks over the day's 
requests with Elaine Vega 
-
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Billy Barnes demonstrates Automated 
Reader/Printer 
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Ft. Lauderdale recently 
celebrated their graduation 
from Inquiry Control 
System Training. Nine of 
the fifteen graduates, 
seated (l-r) Sheila Creigh, 
Al Staggs, Pat Griffin, 
Sandy Sullivan, Ruth 
Council. Standing (l-r) 
Nilda Aneses, Awilda 
Correa, Nancy Sandford, 
Marianne Curan & Nancy 
Lawton gathered around 
the graduation goodies 
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United Way Campaign Launched ___ _ 
"Love: Keep it working here." 
This is the theme of our 1983-84 
United Way campaign, and with 
summer coming to a close, it's 
time again to be thinking of how 
we here at Blue Cross and Blue 
Shield of Florida will do our part 
to keep it working. 
"The goal this year has been 
set at $105,000," said company 
chairperson Karen Lowry. "Last 
year 61 % of the total employee 
population participated and we 
pledged $90,500. We would 
really like to increase our 
percentage of participation this 
year." 
As company chairperson, 
Karen, who is an assistant 
manager in Medicare Part B 
claims, has the responsibility of 
setting our goal and managing 
the campaign with the 
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KEEP IT WORKING HERE THE UNITED WAY 
assistance of Jeanie Gilreath 
and Pat Fitzpatrick in Training 
and Development. 
"We selected our division 
coordinators during the first 
three weeks of September and 
then took a tour of some of the 
United Way agencies here in 
Jacksonville," said Karen. "Our 
plan is to have each division 
compete against their own 
performance of last year, in 
hopes that each one will raise 
its percentage of participation." 
Thermometers indicating the 
level of participation in each 
division will be placed where 
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they can be seen easily so 
everyone will have a chance to 
see how their particular area is 
performing compared to last 
year. 
"We hope this will give a little 
added incentive," said Karen. 
"We will also have awards this 
year for the top divisions; one 
for the greatest percentage 
increase over last year and one 
for top participation this year." 
Thirty-minute orientation 
sessions will be held for all 
employees during the week of 
Oct. 3-7, so that everyone will 
have a chance to gain a better 
understanding of what the 
United Way does and where 
their contribution goes. The 
campaign itself will run from 
Monday, Oct. 10 until Friday, 
the 28th. 
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